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PREFACE i

This case study represents the fourth of several on the
usefulness of AoA’s research. The purpose of each case -
‘study is to show how and why the research was used in
policymaking or practice. The case studies are part of the
continuing work of the Gerontological Research Institute,
which is supported under AoA award No. 90-AR-2173.

The present case. study could not have been completed
without the assistance of many persons at the federal, state,
and local levels, who were interviewed between January and
August 1981. (The list of interviewees may be found at the
end of this report) Especially helpful in this regard -was
Monica B. Holmes, the principal investigator of the Program
Development Handbook Project. The authors are also grate-
ful to James Steen of AoA for contributing his knowledge of
the project history. All of the above assistance notwith-
standing, the authors are responsible for the case study’s

- findings and conclusions.

> "Interested readers may aiso want to refer to the full text or
executive summaries (in separate volumes) of the first three
c/asé studies: Robert K. Yin and Ingrid Heinsohn, The Uses
_Gf Research Sponsored by the Administration on Aging,
, /’ Case Study No. 1: Transportation Services for the Elderly,
American Institutes for Research, Washington, D.C., 1980,
Robert K. Yin and Ingrid Heinsohn, The Uses of Research
Sponsored by the Administration on Aging, Case Study No.
2: Older Americans Resources and Services (OARS), Amer-
ican Institutes for Research, Washington, D.C., 1980, and
Roberta C. Cronin and Ingrid Heinsohn, The Uses of Re-
-« search Sponsored by the Administration on Aging, Case
Study No. 3: Volunteer Surveys of Nursing Homes, American
Institutes for Research, 1981. '
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CAPSULE SUMMARY

The Program Development Handbook Project produced a
set of handbooks on seven of the priority service areas that
are highlighted in the Older Americans Act. The fandbooks
were developed as part of the Administration en Aging’s
(AoA) efforts to provide technical assistance to state

‘and area agencies on aging. These efforts were aimed at

strengthening and expanding the capacity of state and area
agencies to foster the effective delivery of specific services
for older persons. o

The development of the handbooks was supported by the ’
research program at the Administration on Aging under-a
one-year:contract’in 1976-1977. The handbooks were printed.
by the U.S. Government Printing Office and distributed by

_AOA to all regional, state, and area aging offices throughout
_the country. The accompanying case study looks at the

utilization of two of the handbooks—one on nursing home
ombudsman services and the other on residential repair and
renovation. The ombudsman handbook has been used ex-
tensively by state and area -agencies on-aging. Although
comparable in quality, the residential repair handbook has
hardly been used at all. )

The experience of the Program Development Handbook
Project is examined in the light of three propositions about
the conditions for research utilization. These propositions
emerged from three previous.case studies (see Case Study
No. 1: Transportation Services for the Elderly, Case Study
No. 2: Older Americans Resources and Services (OARS), and
Case Study No. 3: Volunteer Surveys of Nursing Homes)."
The findings from-this case study suggest that.two of the
proeositions are helpful in explaining the differences in use
between the nursing home ombudsman and residential

I3
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repair-and renovation handbooks: Successful utilization
follows the development of an informal social network, link-
ing knowledge producers (researchers) and knowledge
users (consumers, service providers and policymakers).
Utilization depends on_ the vigorous dissemination of
project materials—but nbt necessarily of the final report.
The ombudsman services handbook had some unique ad-
vantages over the home repair handbook with regard to both
_ networking (Proposition No. 1) and dissemination (Proposi-
tion No. 2). It is particularly noteworthy that the ombudsman
services handbook had: (a) a community of identifiable per-
sons with ,a strong interest in the topic and a need to do
something about it, and (b) staff within AoA to champion the
product. . .

The third proposition—that “interventions’’ designed to
boost utifization must occur throughout the life of a re-
search project—contributed little to the understanding of
the use of thé handbooks. The development proeess of the
handbooks did not differ appreciably in this regard.




and one for which low use resulted.

.

A. INTRODUCTION

This case study is one of a series of research efforts de-
signed to examine the Gtilization of AoA’s research. Three
prior-case studies have focused.on projects whose products
were known to have been used extensively. The purpose of
each was to-show how and why the research was used in
policymakipg or practice. From these studies, a set of prop-
ositions emerged concerning the conditions under which

. such utilization is likely to occur. The present study is a

comparison case. It examines the generalizability of the
propositions derived from the studies of successful utiliza-
tion experiences to a case in which utilization was more
limited. The nature of the project, which involved the devel-
opment of seven handbooks, also provided an opportunity
to do & within-case comparison. We examined the utilization
of two of the handbooks—one for which high use resulted

 Three propositions from the previous case studies ar

examined in this report:

e First, successful utitization follows the de-
velopment of an informal social network,
linking knowledge producers (researchers)
and knowledge users. (CONsumers, service
providers, and policymakers).

e Second, “interventions” designed to boost’
utilization must occur throughout the life of a




research project, and not %merely at its com- .
5 pletion. . Y

e Third, utilization depends -on the vigorous f
; . dissemination of project materials—but not
T necessarily of the. final report. The focus of N :
dissemination efforts may be a handbook, a
manual, a questionnaire, or other products of
the “‘development” phase of R&D.’

In the next section, the history and utilization experience o
of our comparison case—the Program, Devélopment Hand-
book Project—is summarized. We use a question and
answer format. The questions are directly relevant to_the
three propositions‘developed in our exemplary case studies.
In the final section, we examine the fit between these prop-
ositions and the evidence from the comparison case.

. 3
The aggregate implicatinns from all of the case studies, together with a
separate review of appropriate literature, have been used to assist AOA in
increasing the utilization and dissemination of its sponsored research.

FRIC . . . o e
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“ B. PROGRAM DEVELOPMENT HANDBOOKS
FOR STATE AND AREA AGENCIES

— - 1t.-What-was the ,DfoiGCt?

The Prograrn Development Handbook project was de-
signed to provide the staff of state and area agencies on ag-
ing with a basic core of “best practice” information about
seven service areas. These seven areas included:

. homemaker and home health éewiges, ' o
* residential repéir and renovatié)n,
N [

. employment services, ,

e legal sérvic-es,A

e nursing home-ombudsman services, ’ #

s .Mmultipurpose sénior centers, and ‘

s information aﬁd refe'rral.
in-each of these areas,'tﬁ‘ev purpose of the handbobk was to
assist state and are2 agencies with their responsibilities for

developing services, giving technical assistance to pro-
.viders, and monitoring the outcomes. '




bt L » I
. ¥ . ‘

.The ‘project began in October 1976 with the award of a

_»one-year contract-by AoA to Community Research Appli-

cations, -Inc. (CRA), a firm based in New Yeork City. Dr.

Monica B. Holmeg served as the principal investigator. The

. award was for $2 7,828. Although the yroject was funded

under Title 1IV-B (Research), a staff member from AoA’s Of-

fid of State and Community Programs was assigned as

project officer. At that time, the resedrch division was under- .

staffed, and it ' was assumed that.program s/t,aff would be the
eventual users of the handbook. A :

. The project"lasted one year, and culmingted in the pro-
ductién of seven handbooks in October 1977 '

. L :
Holmes, Douglas, and Monica B. Holmes, Program D%

velopment Handbook for State and Area Agencies. O
Homemaker and Home' Health Services for the Elderly,
Washington, D.C.. Administration on. Aging, 1977. (NTIS
No. HRP-0026327) - g

Steinfeld, Edward, ‘Monica ~B. Holmes, and Douglas
Holmes, Program Dev‘elopmerit Handbooﬁ for State and
Area Agencies on Residential Repair and Renavation for
the Elderly, Washington; D.C.. Atministration on Aging,
1977. (NTIS No. HRP-0026332){6 . !
‘ . ]

Moses, Stanley, Monica B. Holmes, and Douglas Holmes,
Program Development Handbook for State and Area’
Agericies op Employment Services for the Elderly, Wash-
ington, ‘D.C.: Administration on Aging, 1977. (NTIS No.
HRP-0026326) : -

- Bigel, Madeline K., Monica B. Holmes, and Douglas
Holmes, Program Development for State and Area Aden-
cies on Legal-Services for-the Elderly, Washirgton, D.C..
Administration on Aging, 19:/7x (NTIS No. HRP-00263y)

z - ) .

" Steinbach, Leonard, Monica B. Holmes, ‘and Douglas
Holmes, Program Development Handbook for State and
Area Agencies on Nursing Home Ombudsman Services
for the Elderly, Washington, D.C.. Administration on Ag-
ing, 1977. (NTIS No. HRP-0026331)

Holmes, Monica B, Martha Lang, ,and Douglas Holmes,
Program "Development <Handbook for State and Area
Agencies on Multi-Purpbse Senior Centers, Washington,
D.C: Administration on Aging, 1977. (NTIS No.
HRP-0026330)




To develop eaéh handbook, the CRA team reviewed the -

.ening or building, coordinated, comprehensive services for
older pefsons at the area’(or “substate”) level. The 1973

Abbott, ~ Kathieen, -Monica B. Holmes, and Douglas
Holmes, Program Development Handbook for State and
Area Agencies on Information and Referral Services for.
the Elderly, Washington, D.C.. Administration on Aging,
1977. (NTIS No. HRR0026328) ‘ : P T

relevant literature; made site visits to two regional, offices,

three state-agencigs, and six area agencies; solicited advice. T
froma panel of experts; and enlisted a task farcé of regional,

state, and area representatives to sefve as-reviewers. AoA,
handled theé printing-and distribution of the handbooks,

which took place early in 1978>A0A has sponsored no addi-

tional research or other activities related to the handbooks .
since that time. | . ' - .

5

-,

2. What was the basis for initiating the research?

The idea for the handbook project originated at AOA. The
project was -conceived as one means of satisfying the ~
agency’s legislative mandate to provide technjcal assis: -

tance (TA) to state and area agencies on aging? .

The demands on AoA to provide TA had been growing
since the passage of the Older Amerigcans Act Amendmenis .
of 1973, which established the overall objective of strength- )

[

legislation called for, the creation of a “national network on N
aging” encompassing fedecal, regional, staté, and local «
‘components. A furfher development came with the Amend:
ments of 1975, which, among other things, identified four
“national priority services’ (transportdtion, home services,
legal and other counseling -services, and residential repair
and renovation).. Each state was required to allocate some
minimum percentage of-its Title Il funds to these services.
These amendments also incorporated the nursing home om-
budsman ‘program as a priority under the Model Projects
.program (Section 308), and placed emphasis efsewhere on
nutrition, information and referral, multipurpose senior
centefs, and employment services. =

= N
2The Older Americans Act of 1965, as amended, Segtion 202(a)b.

7
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Meanwhile, within AoA, efforts were underway to develop
a model TA. strategy that could support the various legis:
lative priorities. THe emerging plan was heavily influenced
by AoA's favorable experiences with a research project on
transporta'tion."“r The plan contaihed multiple compongnts

¢

including state-of-the-art assessments, handbooks, and .

t(réining. While agreement was'la‘ckir)g within the agency
about thie merit of all the components, a consensus emerged
that the handbooks should’ be dgveloped with Title Iv-B
funds.4 Seven .of the priority sefvice areas in the Older
Americans Act wete identified as ¢andidate topics for hand-
books.’ ' .

This decision culminated in'a Request for Proposal (RFP),
prepared by AQA and released.in July 1976. The RFP asked
the contractor to “provide a basic component of . . [A0A’s]
... technical -assistance program, namely a handbook with
sections that will summarize available knowlédge and high-
|‘ight model programs. for strengthening and developing’
[Seven] priority services.” The final product was to have an

_introduction that“discussed the role of state and area.agen-

cies in providing services ahd the use of the handbook, and
seven self-contained ‘sections on the individual “services.
Each of these sections was to folicw ine same saquence of
topics—methods of service provision, target population,

sources of TA, resources, and,bibliographic"materials. The -

handbook was to be suitable for binding in a looseleaf note-
book, and was to be provided to AOA in reproducible form.

~(Later, the single handbook notion was dropped in' favor of

separate handbooks with identical prefa_pes.) v
Beyond stating the broad topics that each section should’
address and the purpose of the overall effort, the RFP left
: . AN

i . A

3For an overview of those experiences, see Robert K. Yin and Ingrid Hein-
sohn,  The Uses of Research Sponsored by the Administration on Aging,
Case Study No. 1: Transportation Services for the Elderly, American-Insti-
tutes for Résearch, Washington, D-C., September 1980.

4Telephone interview with Byron Gold, Administration on Aging, Wash-
ington, D.C., May 10, 1981. R T . X

5Transportation services and nutrition services were exempted, because
they had already received individual attention in other published material.

6RFP No. 105-76-3122, Technical Assistance to the National Nerwork'gn
Aging: Handbooks on Prinrity Services for Older Persons; July 26,1976, p..2.

a




the substance of the andbooks to the contractor. However,
_the HFP was quite specific about the process to be followed
in developing the handbook over the 12 months ailotted. It
“defined in considerable detail the requirements for site
visits, expert contributions, advisory panels, and various
. stages of review. The process was to be identical for each of

the seven services. .

~

3. To what extent was the research used? When and how?

To probe the utilization of the seven handigooks, AIR staff
initially interviewed the principal invest%r, ‘the AOA
project offi€®r, and other AoA staff (and former: staffy. who .

~ were familiar with the handbook project.” None of thevre- -
spondents was able to name specific users, of the hand-
books, but several offered guesses as to which handbook‘s

had been most used overall. N

Tak=n together, the results of these interviews suggested " S
that two handbooks in particular—one on rursing home om- o'
budsman services and the other-on legal services—were

likely -to have been used the most. Several ‘reasons ‘'were |
cited:

e The topics of the handbooks were of high
priority, as evidenced by special staff sup-
port at the national level, within AGA.

o Most state agencies had staff specifically
responsible for ombudsman and legal ser-
vices programming. In contrast, many agen-
cies did not have designated staff for the
other service areas.

e The research team had made presentations | S
about these two handbooke-and had dissem-
inated advance copies at national confer-
ences of prospective users.

in the absence of any solid evidence about use of any of
the handbooks at the state and local levels (and to conserve
resources), we decided to select only two handbooks for fur-’
ther exploration-—oné for which high'use was expected and
one for which low use was expected. If these differential
expectations proved to be correct, we intended to explore
the reasons for the differences in use. Because differences 3
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in use could be a function of differences in the quality of the
product, however, we purposely selected two handbooks
that . had -received high ratings on quality from our initial
interviewees.” These were the handbook foi nursing home

-ombudsman services, Which was expected to have had high

rates of utilization, and the handbook for residential repair
and renovation, which was expected to have had low rates of
utilizati/qn. ‘

£ K

To .explore the utilization 5f these handbooks, we inter-
viewed representatives of numerous state and area agencies,
as well as some direct service providers and former task force
members.8 Our sample consisted of persons or agencies
that had been suggested as the most probable users—e.g;,
offices thought to be active or interested in the relevant ser-
vice areas.? Scientific sampling a3 not necessary since the
extent of_utilization was not the primary interest. :

The state and local interviews bore out our initial expec-
tations. It was easy to locate users of the handbook for nurs-
ing home ombudsman services. In contrast, users of the
residential repair handbook were ‘hard' to find, although
several of the interviewees were aware that the handbook
existed. :

The responses from state and local interviewees are dis-
cussed below.

The Handbook for Nursing Home Ombudsman Services

The handbook on ombudsman services was used by both
state units and area agencies on aging (SUAs and AAAs), as
well as by other agencies that are direct providers of ser-
vices to the elderly. The two direct providers we interviewed
were providing ombudsman services under contract, in one
instance-for a state unit and in another for an area_agency.
The following vignettes illustrate the uses made of the hand-
book at various levels. : .

7Other condtions that might explain utilization differences—dissimilar

~ processes of development, funding levels, or project durations—were not

relevant in this case. All of the handbooks had a similar history up until the
final phases.

. 8The interviews were conducted by telephone in Spring 1981. A list of all
interviewees appears at the end of this report.

9suggestions came from AcA staff, the National Association of State
Units on Aging, the National Association of Area Agencies on Aging, as
well as from interviewees at the state and area agencies themselves




Vignette #1 , '
The former state ombudsman irf Tennessee began to
develop a comprehensive state-level ombudsman 0ro-
gram when he joined the Commission on Aging in 1978.
in the process of assembiing materials on ombudsman
services, he obtained a copy of the ombudsman hand-
book from an area agency, which.had received the entire
set of handbooks from AoA. The former ombudsman
used the handbook to develop substate or area pro-
grams. He found the section on program components
especially useful in this regard.

The handbook is made available to new staff members
because it is considered to provide a good basic orienta-
tion to ombudsman services. The former ombudsman
prefers to use these handbooks rather than others be-
cause he feels that they were developed under contract
to AOA, and therefore carry AOA’s “stamp of approval.”

Vignette #2 . : o
The Pennsylvania State Department on Aging recently .
used the ombudsman handbook to develop a technical
assistance builetin and a training manual for the AAAs.
The handbook is relevant and very timely for Pennsyl-
vania, because the ombudsman program is just now be-

\ ing established statewide. Federal guidelines' require

B - that the state office spend one pgrcent of its Title I1-B
funds on an ombudsman program. The state office has

" chosen to implement the program through the AAA’s in
the same fashion, by reguinng them to allocate one per-
cent of their Title HI-B funds for local ombudsman pro-

grams.
Vignette #3 ) 5 ‘

The ombudsman services handbook is used routinely by .

the staff of the ombudsman program at the Montgomery

County, Maryland AAA. The handbook serves as.a refer- )

ence for students and for interns assigned to the AAA,

and selected materials also ‘are used for training-the pro-

gram’'s volunteers. Volunteers currently number about

20. A staft member noted that the program would like a

second copy of the handbook, but has been told that the

materials are now out-of-print.’

10Tg|ephone interview with Ken Floyd, Tennessee Commission on Ag-
ing, Nashville, Tennessee, February 2, 1981. '

Telephone interview with Dan McGuire, Pennsylvania Department of
Aging, Harrisburg, Pennsylvania, April 6, 1981.

12Telephone interview with Tin Tran, Montgomery County Area Agency
on Aging, Rockville, Maryland, April 8, 1981. : )

{AFullToxt Provided by ERIC




Vignette #4

In December 1979, MAC Inc., one of Maryland’'s AAAs,

hired a new staff member to develop its ombudsman ser-

vices. The new ombudsman director discovered a copy

of the relevant handbook at the agency, and has relied

on it a great deal in carrying out her tasks. She used the

contents to educate herself as well as others abou. perti-

nent legislation, the agencies involved in nursing home

matters, and the range of different program alternatives. t
The ombudsman continues to use the handbook as a

resource in training volunteers.'

Vignette #5

The Nursing Home Ombudsman Office in Helena, Mon-
tana provides ombudsman services under an advocacy
assistance grant from the State Social and Rehabilita-
tion Services. A statt member who was temporarily serv-
.ing as the ombudsman reported that she had not used
the handbook herself but she did have a copy. The hand-
book showed signs of use by the previous ombudsman,
as it contained many notes and pages marked with paper
- clips. Sections that appeared to have been used most
frequently includé the Medicare/Medicaid form and reg-
ulations, the section on the complaint investigation pro-
cess and related forms, and a section on what to con-
sider when looking for a nursing home. '

Vignette #6

The Mid-Cumberland Human Resource Agency, which
provides ombudsman services under contract to the
Nashville, Tennessee AAA, used the ombydsman hand-
book to develop a procedure manual for the 12-county
rural area it serves. The agency borrowed the handbook

- from the AAA shortly after its ombudsman contract was

' awarded; because the loan was short-term, the assistant
director for aging services wrote to AoA. for another
copy. In response, AOA sent the entire set of handbooks. -
As a result, the agency also used several®of the other
handbooks, including those on home health care and in-
formation and referral. The assistant director pointed
out that the handbooks, although labelled for state and

' area agencies, were “really needed at this level—we are
the service providers."®

N

13Telephone interview with Mary Lou Mooney, MAC, inc., Salisbury,
Maryland, April 8, 1981.

14Telephone interview with Ruth Mizer-Welch, Montana Aging Services
Bureau, Helena, Montana, February 26, 1981.

5Talephone interview with Blanche Grizell, Mid-Cumberland Human
Resource Agency, Nashville, Tennessee, April 8, 1981.

ERIC | .
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The Advocacy Assistance Unit of the California Depart-
ent of Aging has used the ombudsman handbook for
training purposes. The unit initially received a copy of
the hardbook from the AOA Nursing Home Interests

staff'® in November 1977. The Nursing Interests staff

disseminated a photocopy of the handbook {except for

the appendices) to a variety of persons across the coun-

try. including state ombudsman development special-

ists and ombudsman liaison staft members, before final

printing of the handbook by GPO was completed. The .
staff's intent was to familiarize ombudsmen with the ma-

teriat in preparation for a national training conference to

be held in early 1978."7

Several of. the users in these vignettes indicated that a

~copy of the handbook was already available at the agency

when they assumed their ombudsman duties. Although veri-
fication would be difficult, we asSume that most agencies
acquired their handbooks as a result of the general mailing
by AoA in Spring 1978. However, the vignettes illustrate

three exceptions to this general procedure:

e One state agency borrowed its handbook
from an area agency. :

e A contractor to an area agency first borrowed
a copy from the.area agency, then obtained a
copy directly from AoA.

¢ One state agency obtained a pre-publication

copy from AoA’s Nursing Home Interests
staff.

The handbooks have been fjsed to plan and develop om-
budsman programs and to train staff and volunteers. On a
continuing basis, the handbooks also provide a handy refer-
ence for staff, and a convenient orientation tool for those
unfamitiar with nursing home ombudsman services.

The Handbook for Residential Repair and Renovation

The utilization picture for the residential repair handbook
is quite different. Numerous telephone calls to state and

‘ 3

16Now the Advocacy Assistance Unit, Office of Program Development.

17Telephone interview with Rose Mi{/ahara, California Department of Ag-

ing, Sacramento, California, February 27, 1981.

3
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local agencies uncovered only two reports of use, both of
them at the area agency level.

Vignette #8

The Director of the Triangle J, North Carolina AAA,
formerly a member of the project’s advisory task force,
reported that the residential repair handbook had been
used by at least two local organizations responsible for
developing and managing home repair programs.
(Because of personnel turnover at these organizations,
specific information about the type of utilization was not
available) Both organizations are AAA contractors. The
AAA holds regular meetings for its contractors, and the
_meetings in part serve as a vehicle to keep the organi-
zations abreast of new resources like the project hand-
books.'® i

Vignette #9

The Lancaster, Pennsylvania Office of Aging has re- .
viewed and used the residential repair handbook, al-
though the Director could not cite specific examples.
The handbook also was shared with. the AAA’s subcon-
tractors.'?

Reasons for Non-Use

in collecting information about instances of utilization,
we also noted the explanations offered by interviewees for
failure to make use of either handbook. (Brief vignettes of
“non-use’’ appear in Appendix A)) Because our sample of in-
terviewees was not designed to be representative, no broad
generalizations are warranted from these examples ot non-
use. However, two observations should be made.

First, a number of the non-users were simply unaware that
the handbooks existed. In some cases, it appears that the
respondents were involved in providing the relevant service
and might well have made use of the handbook at some
point, had it been available to them. (Some asked where the
handbooks could be obtained.) Second, a number of other
non-users indicated that they had no need for the handbook
in question, because thejr agency had no involvement in the
service. Local priorities vary.

N\

18Telephone interview with David Moser, Triangle J Council of Govern-
ments, Research Triangie Park, North Carolina, April 10, 1981.

9Telephone interview with Peter Dys, Lancaster County Office of Aging,
Lancaster, Pennsylvania, April 23, 1981. )
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4. What evidence is there that bears gh Proposition 1? Was
there a social network linking knowledge producers
(researchers) and knowledge users (consumers, service
providers, and policymakers)?-

During the year that the haqdbooks were being developed,
there were numerous interactions between the CRA re-
search team and prospective users. By and large, this net-
working with futuie audijences for the products had been a
requirement set down by AOA in its original REP. As‘noted
earlier, AOA had been unusually specific about the process .
of handbook development, and CRA adhered quite closely

to these specifications in carrying out its work.
The networking activities included the following:

1. In the early stages of the project, the researchers made
site visits to two DHEW (now DHHS) regional offices, three
state units on aging, and six area agencies on aging. At each
site, the CRA team interviewed the director and various staff
concerning their roles vis-a-vis each of the service areas and
asked what the agency's staft might want or need from a set
of handbooks. They also interviewed local service providers
in the seven categories to be coverea.

2. For each handbook, the research team-—-assiste’d by
AoA's project officer—recruited a team of four to. five
experts to help preparé the outline and to review draft ma-
terials. The composition of these expert teams varied, but
the total pool of experts included providers of the services,
policymakers at federal, state, and local levels, researchers,
and representatives of national associations. The expert
team for the nursing home ombudsman handbook, for exam-
ple, included the ombudsmen for the District of Columbia
and the State of New Jersey, the former director of an om-
budsman demonstration project, and a representative of
Citizens for Better Care in Lansing, Michigan. The expert
panel for residential repair and innovation included the
director of the Association of Neighborhood Housing De-
velopers, a member of Milwaukee, Wisconsin’s Social De-
velopment Commission, and representatives of the Farmers
Home Administration and a regional office of .the, Federal
Energy Administration. Two-day meetings were held with
each team of experts.

3. The project assembled a task force of advisors selected

~ to represent the intended audience for the handbooks. The

task force included the directors (or other representatives)

kN
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of two regional offices, five state units on aging, and five
area agencies. The members also represented diverse parts
of the country, rural and urban, and all four of the federally
recognized minority groups. This task force reviewed the
outline and first drafts of some of the materials from each
handbook, and provided its comments at a three-day meet-
ing with the res@arch team. The members also reviewed
later drafts and provided comments, but did not meet again
as a group.

4. For each of the handbooks, the research team relied
upon relevant members of AoA’s program staff, as well as
the project officer, to review the materials as they were
being developed. The project officer attended the majority
of the meetings with the experts and the task force; other
AoA program staff attended project meetings concerning
handbooks relevant to their own areas of expertise and re-
sponsibility.

5. In the case of the ombudsman handbooks, several per-
sons from the National Council of Senior Citizens and other
organizations werg also called upon to provide advice on an
ad hoc basis.

6. Finally, the CRA researchers discussed both the legal
services and ombudsman service handbooks at national
AoA-sponsored conferences of legal developers and om-
budsmen specialists, respectively. The legal services con-
ference occurred in Fall 1977 shortly pefore the end of
CRA's contract, when the handbook was in near-final form.
The ombudsman conference took place in January 1978,
after completion of the contract but before GPO printing of
the handbooks had been completed. The timing of the latter
conference posed some difficulties. CRA could no longer
expend project dollars because its contract had already
expired, yet AoA had no funds available to support travel and
lodging. In the end, rather than miss the opportunity to at-
tend the conference, CRA paid the lead author’s airfare to
Washington, D.C. and an ‘AoA staff member offered the
author lodging in her home? Attendance at these two con-
ferences was the only major form of interaction with users
that had not been prescribed in AoA’'s RFP.

2Telephone interview with Monica B. Holmes, Community Research Ap-
plications, Inc., New York, New York, January 16, 1981.

1l
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After the conclusion of their original éontract, the CRA
team had hoped for some continuing involvement in de-
signing a training program to supplement the handbooks, in
preparing updates of the materials, or perhaps in devel-
oping additional handbooks using the same process. None
of these follow-on activities has been pursued by AoA, how-
ever, although AOA’'s program staff proposed specific train-

" ing and TA that might be undertaken under various parts of

the Title IV program. The CRA ‘team has occasionally en-

" countdred handbook users during field contacts on other

projects, but has had no role in the handbook effort since

.early 1978.%

5. What evidence is there that bears on Proposition 2? Were
steps to promote utilization' taken throughout the course
of the project, rather than only at the end?

As the preceding discussion makes clear, user input and
early networking were an integral part of the handbook
development process. Modification of the products was an
intended and inevitable byproduct. The principal in-

. vestigator for CRA, the AoA project officer, and other ob-

servers or participants, in the development of the handbooks
all indicated considerable satisfaction with these aspects of
the process.* A member of the advisory task force com-
mented that this had been one of her most successful ad-
visory board experiences, because the researchers had

really listened to the practitioners and used their expertise.?

BN
ERIC

Aruitoxt provided by Eic:

Aside from sharing early versions of the materials with
the various advisory groups, the research -team did little
about “early” dissemination. This is not surprising, given

- .
21Folowing the AoA project, CRA did produce a similar handbook on day

care services for the elderly, with the support of the Region I Oftfice of
DHEW. At one point, CRA estimated for AoA the cost of putting this hand~
book in the same format as the other seven and expanding its focus from a
regional to a national one. Program statf recommended that funds bé pro-
vided under the research or training budgets, but no follow-up action was
taken by AoA. ,

22|nterview with James Steen, Administration on Aging, Washington,
D.C., February 3, 1981 and telephone interviews with Monica B. Holmes,
January 16, 1981; Ed Steinfeld, State University of New York at Buffalo, New
York, February 10, 1981; Howard White, Administration cn Aging, Wash-
ington, D.C., January 21, 1981; and David Moser, Research Triangle Park,
North Carolina, April 10, 1981.

23Tgjephone interview with Jacqueline Nowak, Department of Aging,
Harrisburg, Pennsylvania, April 10, 1981.
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that the project lasted only one year and that AoA itself .
planned to print and disseminate the completed handbooks.
‘There were two exceptions, they occurred with the hand-
pooks for nursing home ombudsman services and for legal
services. ’ .

In the case of the handbook on ombudsman services, pre-
publication copies were disseminated widely. At the initia-
tive of the Acting Director of AOA’s Nursing Home Interests
staff, photocopies of the entire handbook (except the ap-
pendices) were mailed in November 1977 to directors of
state units on aging, to ombudsman liaison staft members
in all regions, and to state ombudsman development spe-
cialists. An accompanying distribution memorandum ex-
plained that the Nursing Home Interests staff wanted to give
the ombudsmen an opportunity td familiarize themselves
with the material prior to their January training conference
in Washington, D.C. In the case of the legal services hand-
book, the CRA team distributed drafts of the final version as
part of their presentation to the conference of legal service:
developers.

Neither of these instances of “early” dissemination re-
sulted in modification of the products, because they oc-
curred too late for the CRA team to incorporate any feed-
back. '

o

v

6. What evidence is there that bears on Proposition 3? Was
there vigorous dissemination of the project’s products?

Developing handbopks that would actually be put to use

by the state and area agencies was the paramount goal of
. the handbook project. The concern for utilization is reflected
in the original design for the project and embodied in the
process specifications of AoA's RFP. For the most part, the
research team was too busy carrying out the design within

the twelve months allotted to give“independent thought to
«filization and dissemination problems™ as such. The re-
search team felt the original design was a sound one and
made no significant midstream modifications.?

24Tglephone interview with Monica B. Holmes, New York, New York,
June 18, 1981. it also should be noted that the CRA effort was funded by a
contract, unlike much of AOA-sponsored research. In general, research con-
ducted with ‘grant support allows ‘more room for the researcher to deviate
from the original pian than does work performed under contract. .,
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Utilization considerations did, of course, influence deci-
sions about handbapk content, organization, and dissemi-
hation. For example, to encourage a sense O “ownership”
of the materials, the research team chose to keep the focus-
squarely on the state and area agencies as the audience—
even though many of the materials might ultimately prove
useful for serviceproviders. AoA and the researchers did not
want the effort to appear to duplicate other manuals and -
resources that were available for a broader audience. More-
over, the principal investigator insisted that AoA dissemi-
nate at least two copies of the handbooks to all AAAs, so
that ‘one copy could. be retained for in-house use and an-

other could be loaned to outside agencies or individuals.

At the end of February 1978, six months after completion
of the project, 2,500 copies of each of the handbooks were -
published by- the” Office of Human Development Seérvices
(OHDS) of DHEW. The handbooks  were designed to be in-
serted into a looseleaf binder, although this format is more
expensive than permanent binding. The objectives were not
only to faciliate updating or adding to the content, but also
to simplify the process of photocopying pages or sections
for service providers, etc. It is not known how much, if any,
individualized distribution of this type occurred at the state
or area levels. AoA has not provided updated pages.

AoA distributed the handbooks in sets of seven as
follows: ’

No.of ~ No.of Sets  Total No.
Recipients  Per Recipient of Sets

Recipieht

Regional Offices " 10 K 30
State Agencies on Aging 56 5 280
Area Agencies on Aging 548 2 1096
National associations

concerned with aging Unknown unknown Unknown

A technical assistance memorandum announcing the
handbooks and describing their purpose was to accompany
each set of the handbooks, but was inadvertently sent two
months prior to the final“printing of the handbooks. The
memorandum presented background information on the rea-
. sons for the development of the handbooks, explained their

. P
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use, described the intended audience and distribution, and
encouraged users to provide feedback on the usefulness of
the materials.® : -

Some other advance publicity about the .handbooks ocC-
» curred through such organizations as the National Associa-
’ tion of State Units on Agihg (NASUA) and the National Asso-
. 4 . ciation of Area Agencies on Aging (N4A).. The independent
/f"" ~ effects of this publicity are unknown. In any case, AOA’S
Public Inquiries and information Referral Division received :
hundreds of requests for the handbooks soon after- they
< were printed. As a result, AOA soon exhausted its supply of
handbooks. Recently, however, additional copies were dis-
" covered in the Goverhment Printing Office (GPO) ware- ‘
house, so the handbooks are back in stock until this limited
supply i5 depleted.® . T ’

In addition to AoA’s active dissemination, the handbooks
were also made available through the National Technical In-
Jformation Service (NTIS), at a cost of $3.50 per volume.

' 7. What other factors emefged from this inquiry as poten-
tially significant determinants of utilization? N

The information obtained from our interviews suggests
that there were large differences in the receptivity of the au-
dience for the various handbooks at the state and area agen-
cies, and that these were partly a function of the national
emphasis being given each service area. National emphasis
can change, moreover, between the time the project is
planned and the time of its completion.

In the case of the nursing home handbook, for instance,
pmbudsman programs were underway in many jurisdictions
throughout the country when the CRA project began, us-

. ually with Modél Project support. Then, when the 1978
Amendments to the Older Americans Act went into effect, a
new stimulus was added. The new amendments required
each state agency to establish and operate a long-term care
ombudsman program and to allocate tunds ¢ 2cifically for
the program. To carry out the legislative mandate, a struc-

- o
< N

BTechnical Assistanceh;emorandum AOA-TA-78-2, December 29, 1977.

%Telephone interviews Wwith Joan Sheiton, Administration on Aging,
Washington, D.C., April 23, 1981 and August 19, 1981. -
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ture emerged on the federal, state, and often, area levels.
Thus, thire was and still is a practigal need for this kind of
information, and a multi-level network of individuals ready to
serve as distributors and users of the handbookK. ,

A key component of this multi-level network has been
AoA’s Nursing Home Interests staff—now known as the Ad-
vocacy Assistance Unit. Not only was this unit instrumental "
in disseminating the ombudsman handbook prior to GP
publication, but it is still promoting the handbook. in th
past year, the unit: '

¥ e directed the members of a task force devel-

” oping TA materials for ombudsman to review
the handbook in the process of developing
their set of topics; '

¢ issued a comprehensive program instruction
(ACA P1-81-8) to ombudsman in January 1981,
which encouraged state and area programs
to rely on the CRA handbook, pending the de-
velopment of thé additional TA materials;
and '

“ e cited the handbook in the annotated re-
source appendix of a report on the nation-
wide ombudsman program.”’ o

. In the area of residential_ repair and renovation services,
the legisiative tide moved in the other direction. Although
residential repair and renovation had been a Title IIl priority
service under the 1975 Amendments, this ernphasis com-
pletely disappeared in the 1978 Amendments. The decision
to implement a residential repair program now lies entirely
with the state and area agencies; and in many jurisdictions,
home repair is simply not a priority. In addition, no funds are
set aside and no one is designated at the AoA federal level
. : to take résponsibility for residential repair. In effect, nothing
k] remotely approximating the ombudsman network exists for
home repair services, at least within the network of federal,

- state, and local agencies concerned with aging.

2"\nternal memarandum from Sue Wheaton to Howard White, Adrﬁin-
istration on Aging, July 31, 1981. .

19 0
r~ -




8. Who assumed continuvj.ng responsibility tor the product
upon completion? - ) -

in an earlier case study, we noted that there are several
ways in which responsibility for an R&D product may be
handled upof completion of the development effort?® (“Re-
sponsibility” includes responding to questions about the

product,-monitoring the' utilization, and determining when

modifications are appropriate) The locus of responsibility
may be the research-funding agency, the original developer .

or research team, a new organization, or no one (i.e., the
technology might be left in the public domain).

in the case of the handbooks, respansibility ‘clearly
shifted from the CRA team to AOA at the condiusion of the
printing process. However, AoA’s role since then tias been

largely delimited to dissemination. In spite of the interest in.-

training and other technical assistance activities within
AoA’s Office af State and Community Programs, organiza-
tional and political realities did not permit such follow-up.
AoA's training office would have had to initiate. technical
assistance and training efforts. But the tratning office is

separate from the program office, and it sets its own priori-

ties. By the time the handbooks were completed, the train-
ing priorities already had been establj}shed-—and did not
include handbook follow-up.-Changing the priorities at that
point would have required the intervention of the Gommis-
sioner of AoA. For a variety of reasons, including a decline
in enthusiasm for large scale nationaltraining efforts at the
highest levels of AoA, and also a change of Commissioners,
this did not occur.

As noted earlier, AoA’s D'ivision of Public Inquiries and In-

formation Referral has responsibility for responding to re- -

quests for the handbooks. But the division plays no role in
fielding technical questions about the products andlor

gathering information about their utilization. During the

period that AoA’s supply of handbooks was apparently ex-
hausted, moreover, interested persons were referred for

assistance to the Service Center for Aging Information .

(SCAN), an automatic bibliographic system for literature

. v
V

e g

28Roberta C. Cronin and Ingrid Heinsohn, The Usés of Research Spon-
sored by the Administration on Aging, Case Study No. 3: Volunteer Surveys
of Nursing Homes, American Institutes for Research, Washington, D.C,

May 1981, Hereafter cited as Case Study No. 3.

¢ . . Ty
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related'to gerontology. Because SCAN does not distribute
printed materials, it in turn referred callers to NTIS, where

the handbooks are still for sale.

- Neither AoA's program staff ncr its research staff have
"had a continuing role in responding to questions about the
handbooks or in monitoring their use. Although the memo-
randum that preceded the mass-mailing to the aging net-
work asked for users’ feedback, there apparently was none.
In effect, AoA staff have had no means of knowing whether
the handbooks reached their expected audience or whether
they were accepted by prospective users.

One follow-on activity did occur, howéver, under the
auspices of the research team. In 1979, a Handbook of
Human Services for Older Persons was published.? It in-
cludes edited verslons of materials from each of the seven
program development handbooks, as well as a chapter on
day care services—adapted from the handbook funded by =
DHEW Region II. It omits materials on the roles of state and o
area agencie$ and on specific service provider operations,
but retains the sections on the significance of each service,
relevant legislation and agencies,, service definitions, and
alternative models. The book is intended for a general audi-
ence, including service providers and students of human
services. We did not attempt to examine the ways in which
this more recent product has been used, nor did any of the
prospective users volunteer information about it. (They did
so for other non-CRA manuals and materials, in some in-
stances.) The principal investigator believes, on the basis of
her experiences in the field, that the book has reached at

" least some service providers.*

A\

29T'he full reference is Monica Bychowski Holmes and Dougias Hoimes,
Handbook of Human Services for Older Persons, New York: Muman Sciences

Press, 1979.
*  30nterview with Monica B. Holmes, June 18, 1981.

\
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C. PROPOSITIONS AND IMPLICAYIONS

In this section, we consider how well the propositions
developed in the three earlier case studies apply to our com-
parison case.’' In particular, we examine the ‘‘within-
- project” differences between the ombudsman services and
the residential repair and renovation handbooks. Both re-
quired roughly identical. levels of resources for develop-
ment, were prepared within similar time frames, and were
judged to be comparable in quality. Do the three proposi-
tions cited earlier contribute to an understanding of why the

. one handbook was used often, while the other was hardly

used at all?

in the case of the second proposition (i.e., advance dis-
semination and other early interventions) the answer’is: Not
much. There were some “interventions” designed to boost
utilization throughout the life of.the handbook project, main-
ly in the form of opportunities for users to identify needs
and to provide feedback on outlines and drafts under devel-
opment. However, we found no evidence that these inter-
ventions differed appreciably from handbook to handbook. o~
The presentations of two of the handbooks at national con-
ferences occurred when the work had been completed.

-

i ’ I3 .. N N .
31The third case Study discussed these propositions in greater detail
and integrates the lessons of the earlier cases. See Cronin and Heinsohn,

" Case Study No. 3, pp. 35-39.
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The remaining two propositions appear to have greater ex-
planatory power. Our evidence suggests that the ombuds-
man services handbook had some unique advantages over
the home repair handbook in regard to both’ networking
(Proposition No. 1) and dissemination (Proposition No. 3),
despite a developmental process that was otherwise quite
similar. ,

“First, the onfbudsman services handbock profited from
two rounds.of active dissemination by AoA rather than one.
The first round, prior to publication, was undertaken by the
Nursing Home Interests staff and was targeted specifically
to those persons at the state and area agenciss who were
concerned with ombudsman programming. It was designed
to prepare the recipients for an upcoming national training
conference sponsored by AoA. The second round of dissem-
ination was the general mailing of all of the handbooks to
the entire network of regional offices, state units, and area

agencies.

Second, CRA staff discussed the ombudsman services
handbook at the national training conference shortly after
- the project ended (the conference occurred in January 1978).
Thuys, the ombudsman services handbook did not go com-
pletely without the follow-up support that™had once been
considered for all the handbooks. In contrast, there was no
follow-up for the residential repair and renova{@on handbook.

Third, the ombudsman services handbook had the advan-
tage of a pre-existing network of individuals who were
already concerned with ombudsman services. Many juris-
dictions had specific persons providing or’planning for such
services. This pre-existing network stretched from the Nurs-
ing Home Interests staff, within AOA itself, down to the state
and area-agency levels in many parts of the country. The
growth of this network was further stimulated by the passage
of the 1978 Amendments, which mandated resources and
some form of ombudsman programming in all states.

in the case of the handbook on home repair, however, we
found no evidence that such a network of interested parties
existed, at least not within the state and area agencies on

' aging. In many areas, our interviews suggest that other
agencies were taking the lead on whatever was being done
on this topic. AoA itself had no one dedicated to the resi-
dential repair service priority. The removal of residential
repair and renovation from the list of Title Il priority services
in the 1978 Amendments further served to undermine

interest in this topic.




This third difference between the ombudsman and the
residential repair cases suggests some elaboration of our
thinking about the role of informal social networks that link

. Knowledge producers and users (Proposition No. 1). It
appears that a relatively short-term and modest level of net-
working activity by researchers may be sufficient to gen-
erate utilization of a research product, when there already
exists a cammunity of identifiable persons with a strong
interest in the topic and a need to do something about it.

“ The availability within the sponsoring agency of someone,

_in addition to or in lieu of the research team, to champion
the product, also may be an.important ingredient of suc-
cess. The AoA Nursing Home Interests group functioned in
this wav for the ombudsman services handbook by under-
taking additional dissemination, involving the CRA team in
the conference of ombudsman program developers, and
‘reminding potential users that the product existed. When
the audience for a product is ill-defined, however, or the
topic is of uncertain® interest, this “receptivity-building” is
not enough. Under these circumstances, it seems unlikely
that much utilization will occur without investing additional
resources. > : : '

In our earlier case studies, we drew four general policy im-
plications from the evidence for the above propositions.
These were: :

e Utilization strategies should discriminate
“research” vs. “developmént” projects.

e Utilization should focus on linking people
and organizations, not just products, and Vig- .
. orously encourage networking activities
| throughout the life history of a development
\ project. v

| ® Research-funding agencies must vigorgusly
I\ support dissemination of materials from de-
| velopment projects to audiences other than
researchers.

e Research-funding agencies should assign
| some responsibility for the products in
| which they have invested, once the original
| development efforts is over.

Tt‘jue present inquiry reinforces these policy implications.

| | ‘ 25 )
| 20




The evidence suggests that AoA clearly perceived the
Program Development Handbook project as a “develop-
ment” project from the beginning. It is also clear that AoA
expected to assume responsibility for the completed hand-
books and did so. Thus, in effect, the comparison case il-
lustrates the practical application of the first and last impli-
cations. Where the process broke down was in the follow-
through. As we have seen, the ombudsman services hand-
book did not suffer quite as much as others in this respect,
and this may explain in part its greater utilization.

The CRA project also underscores the need for network-
ing and vigorous dissemination. But it suggests two quali-
fications. First, if there are no “pre-existing” or “natural”
networks to serve as audiences for a product (or if they are
located outside the target groups defined originally), the
sponsoring agency and the research team will have to adjust
its utilization and dissemination plans accordingly. More
vigorous networking efforts, a longer period of networking,
and a reoriented dissemination plan should be considered.

Second, it may be necessary to “re-disseminate" some
-products periodically (provided that they are not seriously
out-of-date). This strategy would recognize two “givens” of

the aging network, as well as the A(b'roader human services
network: ’

e There is frequent staff turnover, and new
staff may sometimes fail to receive resources
produced and distributed earlier.

Agency priorities change, not only in re-
sponse to changes in federal legislation or
policy, but also local economic pressures,
personnel changes, and the like. The,product
that was not needed yesterday may well be of
interest tomorrow.

Mass re-dissemination might be indicated only rarely, but a
continuum of other approaches is available—from simply
reminding the audience of a product’s existence to under-
taking a second printing.
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. APPENDIX
SUMMARY OF RESPONSES FROM NON-USERS

Ombddsman Services Handbook

1. The Maine Committee on Aging, which operates the >
state's ombudsman program under a subcontract, has
made.no use of the ombudsman services handbook pro-
duced by CRA. The head of the program has a copy of

* the handbook, but draws the training materials for her
statewide roster of citizen volunteers from two other
manuals. She explained that she received the CRA hand- -
book after she had already established her training
package using the other two sources. '

2. According to its director, the Triangle J (North Carolina)
AAA has made no use of the ombudsman handbook lo-
cally, because the primary locus of activities in the nurs-
ing home area is at the state level in North Carolina.

3. The Beaver/Butler AAA in Pennsylvania is in the process
of developing an ombudsman- program in response to
state requirements. The ombudsman has received a
training manual from the State Office on*Aging, but has
never heard of the CRA handbook. Funds were just re-
cently allocated for ombudsman‘ programs on the
substate level so the ombudsman is interested in obtain-
ing a copy of the handbook as soon as possible. She re-
ported that she «would love to have one for the ombuds-
méan program we need to develop.”
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4. The nursing home ombudsman for the Los Angeles AAA
: has never seen the handbook on ombudsman services.
She was not in the ombudsman position at the time the .
handbooks were distributed. However, she believes she
would have encountered the handbook while - doing
background research on ombudsman issues, if there
had beer a copy at the agency.*

Residential Repair and Renovation Handbbok

5. A staff member responsible for residential repair in the
Michigan State Office on Aging reported that he is not .
aware of the handbook on residential repair and renova-
tions He noted that there are currently many home repair
contracts active in the state. Home repair services are
typically provided by local agencies under contract with
the AAAs."* ‘ ‘ g :

6. A housing specialist at the Maryland State Office on Ag-
ing does not recall having seen the handbook on resi-
‘dential repair and renovation. She noted that in recent
years, the program emphasis has been on congregate
housing services rathey than home repair. ) '

7. A housing specialist at the Pennsylvania State Depart-
‘ment of Aging has a copy of the residential repair and
renovation handbook. He may have read through it when
he first received it, but could not cite any particular uses.
He noted that the major emphasis in the past has been
on construction of new housing for the elderly, espe-
cially of rental buildings. But he was hopeful that there
might be some use for the handbook in the near future
with the renewed interest in renovation.

8. A housing specialist in the Vermont State Office on Ag-
ing reported that he is not familiar with the handbook on
residential repair and renovation. He indicated that the
agency primarily works with the AAAs to provide ser- ?

*The principal investigator for the handbook project noted that the
former director of the AAA served on the project’s task force; thus, it seems
certain that the agency did have a copy arone time. o .

**The principal investigator noted that this agency, too, had been part of
the developmeny process—it_was one of three state units visited by the
CRA team. She commented that one might have expected a greater sense
of “ownership” from the agency staff.

‘v
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s. Unlike some other state

vices for elderly resident
s for housing

agencies, this one does not fund contract
construction, renovation, or repair.

a handbook on housing for AAAs in Maine, a
housing specialist in the state office has not come
across the residential repair and renovation handbook.
She noted that the state agency and the AAAs do not
deliver programs through their own resources. The state
agency is primarily involved in setting up local corpo-
rations that receive federal funds for development. With
two exceptions, housing programs are conducted by
local CAP agencies whose activities include resource
development, weatherization, and rehabilitation. in two
areas, the AAAs have the responsibility for housing and
doing handiwork and chore services, respectively.

. In preparing

. A housing and community development specialist at the
New York State Office.on Aging reported that his office
has a copy of the residential repair and renovation hand-
book. He could not cite any specific uses, although.the
state office has been quite active in housing issues gen-
" erally. He noted that this type of handbook is often used
simply for background or reference material. He also
reported that his predecessor in the position felt the
handbook was very comprehensive and well done.

see) AAA, the Mid-Cumberiand AAA Development Dis-
trict, knew of no local utilization of the residential repair
and renovation handbook. She reported that the ag>ncy
has no person assigned to that service area and no
funding allocated for it.
. MAC, Inc., one of Maryla‘nd's AAAs, provides no direct
services for residential repair,
subgrantee, Shore-up Asocia

open to subgrantees, stu
R&D staff person was un
asked: “Where can | get a copy?”

. Thez assistant director of the Mid-Cumberland (Tennesf

these are provided by a
tes. MAC's planner was un-
aware of any use of the home repair handbook, although
it is in the agency's resource library and the ‘library is
dents, and others. Shore-up’s ©
familiar with the handbook, but .




